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Bank Muamalat merupakan salah satu lembaga keuangan di Indonesia yang 
melayani jasa keuangan dengan prinsip syariah. Bank Indonesia mencatat bahwa 
pertumbuhan pembiayaan Bank Muamalat pada semester pertama tahun 2014 
sebesar 46,3%. Untuk dapat meningkatkan pertumbuhan laba, penting bagi Bank 
Muamalat untuk memahami perilaku nasabah guna  merekrut nasabah baru, 
mempertahankan  nasabah yang telah di raih, serta meningkatkan retensi nasabah.
Penelitian ini merupakan penelitian tentang keperilakuan konsumen, dengan 
fokus pada faktor-faktor yang dapat menumbuhkan retensi nasabah Bank Muamalat. 
Lima variabel digunakan dalam penelitian ini, yaitu kualitas pelayanan, harga, serta 
kemudahan akses sebagai variabel independen, kepuasan sebagai variabel 
pemediasi, serta retensi nasabah sebagai variabel dependen.
Sampel diambil sebanyak 200 nasabah, dengan teknik purposive sampling
menggunakan kuesioner. Data yang diperoleh diuji dengan alat uji statistik 
Generalized Structured Component Analysis (GesCA). Hasil pengujian menunjukan 
bahwa kualitas pelayanan, harga, serta kemudahan akses berpengaruh positif pada
kepuasan, dan kepuasan berpengaruh positif pada retensi nasabah. 
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ABSTRACT
ANALYSIS OF FACTORS THAT FOSTER CONSUMER RETENTION
MEDIATED BY SATISFACTION
(Study on Bank Muamalat Brach Surakarta)
MALIKI ALI MUDIN
F1212044
Bank Muamalat is one of the financial institutions in Indonesia that caters financial 
services with Islamic principles. Bank Indonesia noted that Bank Muamalat financing
growth in the first half of 2014 amounted to 46.3%. To be able to increase earnings 
growth, it is important for the bank to understand customer behavior in order to
recruit new customers, retain customers who have been in reach, and increase
customer retention.
This research is on behavioral consumers, with a focus on factors that can foster
customer retention on Bank Muamalat services. Five variables used in this study, 
service quality, perceived of price, and access convenience as the independent
variables, satisfaction as the mediation variable, and customer retention as the 
dependent variable.
The data were taken of 200 customers by completing questionaire, with purposive 
sampling technique. Generalized structured component analysis (GSCA) is used to 
test the model and hypotheses. The test results showed that service quality, price, 
and access convenience has a positif impact on satisfaction, satisfaction has a 
positive impact on customer retention.
Keywords : service quality, price, satisfaction, consumer retention
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